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Pacific Consulting Group 


Use Authorization Customer Scorecard 


(10 questions + 1 overall) 


Processing cases* in a timely 

manner 

* Delegating sufficient authority 
to local employees to make 
decisions 

* Informing you of issues, terms, 
and conditions pertaining to 
permits being processed 

* Having consistent procedures 
and guidance between field 
offices 

* Having personnel who reflect a 
positive attitude 

* Providing products and services 
via Internet and electronically 

* Holding employees accountable 

* Responding to your information 
requests 

* Being flexible and creative in 
meeting users’ needs, including 
using outside experts and 
contractors 

* Processing the communication 

site application [ROW] 


Service Quality and Processing Cases* 


Communicating and Collaborating 


with the Public 
(11 questions + 1 overall) 


Bringing people together to 
consider economic and social 
issues in making land 
management decisions 
Informing the public about land 
management issues and 
decisions 

Providing opportunities to 
participate in land use planning 
Providing opportunities to 
Participate in environmental 
analyses 

Taking initiative on issues 
affecting land management 
agencies 

Working with other federal and 
state agencies and organizations 
Maintaining good 
communication and 
coordination within BLM 
Having a visible presence in the 
field and/or in the community 
Educating the public about how 
to use the land 

Offering maps for sale in a 
variety of places [REC] 


Overall Satisfaction with BLM 


(1 question ) 


Resource Management 
(11 questions + 1 overall) 


Balancing the multiple uses of 
public lands 

Balancing local and national 
priorities 

Maintaining the lands in healthy 
condition 

Protecting the natural and cultural 
resources on public lands 
Managing permitted operations on 
public lands 

Considering the social and 
economic effects of land 
management decisions on 
industries, communities, and 
individuals 

Managing riparian and wetland 
areas 

Controlling weed infestation 
[GRAZING] 

Condition of BLM recreation areas 
[REC] 

Condition of BLM recreation 
facilities [REC] 

Providing a quality recreation 
experience [REC] 


Regulations, Policies, and Guidance 


(7 questions + 1 overall) 


¢ Having clear, understandable, 
and reasonable regulations, 
policies, and guidance 
Enforcing regulations and 
policies fairly, consistently, 
and equitably 

Interpreting regulations 
consistently 

Involving you in the 
development of regulauions, 


policies, and guidance 


Implementing guidelines for 
livestock grazing [GRAZING| 
Explaining the communication 
site regulations and fees 
[ROW] 

Explaining the fee calculation 
[ROW] 


e 


There are 44 possible questions on 


the BLM Use Authorization survey. 


*Cases include permits for Grazing and Recreation, permit 
applications for Oil and Gas, grants for Right-of-Way and 
proposals for Realty Management. 


Providing accurate, detailed, 
and affordable maps and 
brochures [REC] 
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Completed Interviews by Customer Segment by State 


= Pe heetamae | 118 
Right-of-Way Grants _|_46 =A eto 107 rie | 
Proposals 36 34 30 180 
Applications 39 43 84 65 231 
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Grazing Permit Customers | 


Regulations, 
Policies, and 


Guidance 
Resource 
Management 
@ National 
OX Idaho 
Communicating 
and Collaborating 


with the Public 


Service Quality 
and Processing 
Grants 


0 2 4 6 8 10 
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Service Quality and Processing Permits Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Having consistent procedures and guidance between 
field offices 


Holding employees accountable 


Providing permits and services via Internet and 
electronically 


@ National 
0 Idaho 


Delegating sufficient authority to local employees to 
make decisions 


Processing permits in a timely manner 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


Responding to your information requests 
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Leverage Index 


Pacific Consulting Group 


Grazing: Improvement Opportunites 


Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Bringing peopk together to consider economic and 
social issues in making land management decisions 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


@ National 
OC Idaho 


Taking initiative on issues affecting land management 
agencies 
Providing opportunities to participate in land use 
planning 
Working with other federal and state agencies and 


organizations 


Having a visible presence in the field and/or in the 
community 


Maintaining good communication and coordination 
within BLM 


Leverage Index 


Pacific Consulting Group 


Grazing: Improvement Opportunities 


Resource Management Leverage 


Balancing local and national priorities 


Controlling weed infestation 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Balancing the multiple uses of public lands 


B National 
CI Idaho 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public lands 


0 a + 6 8 10 
Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of 
regulations, policies, and guidance 


Having clear, understandable, and 
reasonable regulations, policies, and guidance 


@ National 
© Idaho 


Interpreting regulations consistently 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Implementing guidelines for livestock 
grazing 


) 2 “4 6 8 10 
Leverage Index 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Resource 
Management 


@ National 
OC Montana 
Communicating 


and Collaborating 
with the Public 


Service Quality 
and Processing 
Grants 


0 2 4 6 8 10 


Pacific Consulting Group Levera ge Index 


Grazing: Improvement Opportunities // 


Service Quality and Processing Permits Leverage 


Being flexible and creative in meeting users’ needs, including using 
outside experts and contractors 


Having consistent procedures and guidance between field offices 


Holding employees accountable 


Providing permits and services via Internet and electronically 


@ National 
O Montana 


Delegating sufficient authority to local employees to make decisions 
Processing permits in a timely manner 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions pertaining to permits 
being processed 


Responding to your information requests 


0 2 4 6 8 10 
Leverage Index 


Pacific Consulting Group 


Grazing: Improvement Opportunities p2 


Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 
Bringing people together to consider economic and 
social issues in making land management decisions 


Informing the public about land management issues and 


decisions 


Providing Opportunities to participate in environmental 


analyses 


B@ National 
CO Montana 


Taking initiative on issues affecting land management 


agencies 


Providing Opportunities to participate in land use 


planning 


Working with other federal and state agencies and 
organizations 


Having a visible presence in the field and/or in the 


community 


Maintaining good communication and coordination 
within BLM 


) 2 4 6 8 10 
Leverage Index 
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Resource Management Leverage 


Balancing local and national priorities 


Controlling weed infestation 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Balancing the multiple uses of public lands 


@ National 


C) Montana 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public lands 


0) 2 4 6 8 10 


Leverage Index 
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Regulations, Policies, and Guidance Leverage 


ae eee aneneeeeeennmnmnmmnnenes 


Involving you in the development of 
regulations, policies, and guidance 


Having clear, understandable, and 
reasonable regulations, policies, and guidance 


@ National 
C2 Montana 


Interpreting regulations consistently 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Implementing guidelines for livestock 
grazing 


0 2: a 6 8 10 
Leverage Index 
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Arena-Level Leverage 


Regulations, Policies, 
and Guidance 


Resource 
Management 


@ National 
O New Mexico 


Communicating and 
Collaborating with the 
Public 


Service Quality and 
Processing Grants 


Leverage Index 
Pacific Consulting Grou 
ta : s Grazing: Improvement Opportunities l6 


Service Quality and Processing Permits Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Having consistent procedures and guidance between 
field offices 


Holding employees accountable 


Providing permits and services via Internet and 
electronically 


@ National 


Delegating sufficient authority to local employees to ’ 
Cee y eae O New Mexico 


make decisions 


Processing permits in a timely manner 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


Responding to your information requests 


0 2 4 6 8 10 
Leverage Index 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Informing the public about land management issues 
and decisions 


Providing opportunities to participate in 
environmental analyses 


@ National 


Taking initiative on issues affecting land management 
agencies 


CO New Mexico 


Providing opportunities to participate in land use 
planning 


Working with other federal and state agencies and 
organizations 


Having a visible presence in the field and/or in the 
community 


Maintaining good communication and coordination 
within BLM 


0 2 o 6 8 10 
Leverage Index 
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Resource Management Leverage 


Balancing local and national priorities 


Controlling weed infestation 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Balancing the multiple uses of public lands 


@ National 
CI New Mexico 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 


0 2 4 6 8 10 


Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of 
regulations, policies, and guidance 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


@ National 


Interpreting regulations consistently 


CO New Mexico 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Implementing guidelines for livestock 
grazing 


0) 2 + 6 8 10 
Leverage Index 
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Arena-Level Leverage 2 


Regulations, 
Policies, and 
Guidance 


Resource 
Management 


@ National 
O Wyoming 
Communicating 


and Collaborating 
with the Public 


Service Quality 
and Processing 
Grants 


0 2 4 6 8 10 


Pacific Consulting Group Leve rage Index 
Grazing: Improvement Opportunities 2] 


Service Quality and Processing Permits Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Having consistent procedures and guidance between 
field offices 


Holding employees accountable 


Providing permits and services via Internet and 
electronically 


@ National 
Delegating sufficient authority to local employees to 


make decisions 


O Wyoming 


Processing permits in a timely manner 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


Responding to your information requests 


Leverage Index 


Pacific Consulting Group 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


@ National 
Taking initiative on issues affecting land management O Wyoming 
agencies 
Providing opportunities to participate in land use 
planning 
Working with other federal and state agencies and 
organizations 


Having a visible presence in the field and/or in the 
community 


Maintaining good communication and coordination 
within BLM 


0 2 4 6 8 10 
Leverage Index 


Pacific Consulting Group 


Grazing: Improvement Opportunities — 23 


Resource Management Leverage 


Balancing local and national priorities 


Controlling weed infestation 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Balancing the multiple uses of public lands 


B@ National 


C) Wyoming 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public lands 


0 2 “ 6 8 10 
Leverage Index 
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Regulations, Policies, and Guidance Leverage 
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Involving you in the development of 
regulations, policies, and guidance 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


@ National 
O Wyoming 


Interpreting regulations consistently 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Implementing guidelines for livestock 
grazing 


0) 2 4 6 8 1() 
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Right-of-Way Grant Customers ; 


Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Resource 


Management 


@ National 
CL) Alaska 


Service Quality 
and Processing 
Grants 


Communicating 
and Collaborating 
with the Public 


0 2 4 6 8 10 


Leverage Index 
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Service Quality and Processing Grants Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Processing grants in a timely manner 


Holding employees accountable 


Processing the communication site application* 


Delegating sufficient authority to local employees to 
make decisions 


@ National 


L] Alaska 


Having consistent procedures and guidance between 
field offices 


Responding to your information requests 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


0 2 + 6 8 10 


Pacific Consulting Group 


Leverage Index 


*Only asked of Communications customers. Right-of-Way. Improvement Opportunities 28 


Communicating and Collaborating 
with the Public Leverage 


ES eT aS SE TT a va eee 


Educating the public about how to use the land 
Bringing people together to consider economic and 
social issues in making land management decisions 


Taking initiative on issues affecting land 
management agencies 


Informing the public about land management issues 
and decisions 


@ National 
(1 Alaska 


Providing opportunities to participate in land use 
planning 


Providing opportunities to participate in 
environmental analyses 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Maintaining good communication and coordination 
within BLM 


0 2 4 6 8 10 
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Resource Management Leverage 


Balancing local and national priorities 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Managing riparian and wetland areas 


@ National 


Balancing the multiple uses of public lands 


C Alaska 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 


0 2 + 6 8 10 


Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of regulations, 
policies, and guidance 


Having clear, understandabk, and reasonable 
regulations, policies, and guidance 


Interpreting regulations consistently 


@ National 


O Alaska 


Entorcing regulations and policies fairly, consistently, 
and equitably 


Explaining the communication site regulations and fees* 


Explaining the fee calculation* 


0 2 4 6 8 10 
Leverage Index 


*Only asked of Communications customers. 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Resource 
Management 


@ National 


CJ Arizona 


Service Quality 
and Processing 
Grants 


Communicating 
and Collaborating 
with the Public 


0 2 + 6 8 10 


Leverage Index 
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Service Quality and Processing Grants Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Processing grants in a timely manner 


Holding employees accountable 


Processing the communication site application* 


Delegating sufficient authority to local employees to 
make decisions 


@ National 
C) Arizona 


Having consistent procedures and guidance between 
field offices 


Responding to your information requests 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


0 2 4 6 8 10 


: 2 * 7 7 z 
Pacific Consulting Group Only asked of Communications customers. eon tinaee 
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Communicating and Collaborating 


with the Public Leverage 


Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Taking initiative on issues affecting land 
management agencies 


Informing the public about land management issues 
and decisions 


i National 
Arizona 


Providing opportunities to participate in land use 
planning 


Providing opportunities to participate in 
environmental analyses 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Maintaining good communication and coordination 
within BLM 


0 2 4 6 8 10 
Pacific Consulting Group Leverage Index 
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Resource Management Leverage 


Balancing local and national priorities 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Managing riparian and wetland areas 


@ National 


Balancing the multiple uses of public lands 


C) Arizona 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 


0 2 + 6 8 10 


Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of regulations, 
policies, and guidance 


Having clear, understandabk, and reasonable 
regulations, policies, and guidance 


Interpreting regulations consistently 5 eee @ National 


LO) Arizona 


Enforcing regulations and policies fairly, consistently, 
and equitably 


Explaining the communication site regulations and fees* 


Explaining the fee calculation* 


0 2 4 6 8 10 
Leverage Index 


*Only asked of Communications customers. 
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Arena-Level Leverage 


Regulations, 
Policies, and 


Guidance 


Resource 
Management 


@ National 
CL] Nevada 


Service Quality 
and Processing 
Grants 


Communicating 
and Collaborating 
with the Public 


Leverage Index 
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Right-of-Way: Improvement Opportunities 37 


Service Quality and Processing Grants Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Processing grants in a timely manner 


Holding employees accountable 


Processing the communication site application* 


Delegating sufficient authority to local employees to 
make decisions 


@ National 


C] Nevada 


Having consistent procedures and guidance between 
field offices 


Responding to your information requests 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


0 2 “ 6 8 10 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Taking initiative on issues affecting land 
management agencies 


Informing the public about land management issues 


and decisions 


@ National 
CJ Nevada 


Providing opportunities to participate in land use 
planning 


Providing opportunities to participate in 
environmental analyses 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Maintaining good communication and coordination 


within BLM 


Pacific Consulting Group 
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Resource Management Leverage 


Balancing local and national priorities 


Considering the 


social and economic effects of land 


management decisions on industries, communities, and 


individuals 


Managing riparian and wetland areas 


Balancing the multiple uses of public lands 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 


Pacific Consulting Group 


lands 


+ 6 


Leverage Index 


@ National 


C) Nevada 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of regulations, 
policies, and guidance 


Having clear, understandabk, and reasonable 
regulations, policies, and guidance 


Interpreting regulations consistently @ National 
Oi Nevada 


Enforcing regulations and policies fairly, consistently, 
and equitably 


Explaining the communication site regulations and fees* 


Explaining the fee calculation* 


0 2 4 6 8 10 
Leverage Index 


*Only asked of Communications customers. 
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Arena-Level Leverage 


Pacific Consulting Group 


Regulations, 
Policies, and 
Guidance 


Resource 


Man t 5 
wi ad @ National 


CL] New Mexico 


Service Quality 
and Processing 
Grants 


Communicating 
and Collaborating 
with the Public 
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Service Quality and Processing Grants Leverage 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Processing grants in a timely manner 


Holding employees accountable 


Processing the communication site application* 


Delegating sufficient authority to local employees to 
make decisions 


@ National 
CL) New Mexico 


Having consistent procedures and guidance between 
field offices 


Responding to your information requests 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


0 a 4 6 8 10 
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Communicating and Collaborating 
with the Public Leverage 


Bringing people together to consider economic and 
social issues in making land management decisions 


Taking initiative on issues affecting land 
management agencies 


Informing the public about land management issues 
and decisions 


@ National 
New Mexico 


Providing opportunities to participate in land use 
planning 


Providing opportunities to participate in 
environmental analyses 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Maintaining good communication and coordination 
within BLM 


Pacific Consulting Group 
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Resource Management Leverage 


Balancing local and national priorities 10.00 
e 


Considering the social and economic effects of land 
management decisions on industries, communities, and 
individuals 


Managing riparian and wetland areas 


@ National 
CI New Mexico 


Balancing the multiple uses of public lands 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 


0 2 4 6 8 10 


Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Involving you in the development of regulations, 
policies, and guidance 


Having ckar, understandabk, and reasonable 
regulations, policies, and guidance 


@ National 
O New Mexico 


Interpreting regulations consistently 


Enforcing regulations and policies fairly, consistently, 
and equitably 


Explaining the communication site regulations and 
fees* 


Explaining the fee calculation* 


0 2 4 6 8 10 
Leverage Index 


*Only asked of Communications customers. 
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Realty Management Proposal Customers | 


Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Communicating 
and Collaborating 
with the Public 


@ National 
LC] Alaska 


Resource 
Management 


Service Quality 


and Processing 
Proposals 1.00 


0 2 4 6 8 10 


Leverage Index 
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[rete comin Gor | Realty Management: Improvement Opportunitics 48 


Service Quality and Processing Proposals Leverage 


Processing proposals in a timely manner 


Having consistent procedures and guidance between field 
offices 


Holding employees accountable 


Delegating sufficient authority to local employees to make 
decisions 


@ National 


Informing you of issues, terms, and conditions pertaining 
to permits being processed 


O Alaska 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Responding to your information requests 


0 2 4 6 8 10 
Leverage Index 
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Communicating and Collaborating 


with the Public Leverage 


Educating the public about how to use the land 


Providing opportunities to participate in land use planning 


Bringing people together to consider economic and social 
issues in making land management decisions 


Having a visible presence in the field and/or in the 
community 


National 


Taking initiative on issues affecting land management 
agencies 


1 Alaska 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


Maintaining good communication and coordination within 
BLM 


Working with other federal and state agencies and 
organizations 


Pacific Consulting Group 
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Resource Management Leverage 


Considering the social and economic effects of land 
management decisions On industries, Communities, 
and individuals 


Balancing local and national priorities 


Managing riparian and wetland areas 


@ National 
C) Alaska 


Balancing the multiple uses of public lands 


Maintaining the lands in healthy condition 


Managing permitted operations on public lands 


Protecting the natural and cultural resources on 
public lands 


0 2 4 6 8 10 


Pacific Consulting Group Leverage Index 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and guidance 


Interpreting regulations consistently 


@ National 


C] Alaska 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Involving you in the development of 
regulations, policies, and guidance 


Leverage Index 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Communicating 
and Collaborating 
with the Public 


@ National 
O California 


Resource 
Management 


Service Quality 
and Processing 
Proposals 


Leverage Index 
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Service Quality and Processing Proposals Leverage 


einen $#?2RR 


Processing proposals in a timely manner 


Having consistent procedures and guidance between 
field offices 


Holding employees accountable 


Delegating sufficient authority to local employees to 
make decisions 


@ National 


Informing you of issues, terms, and conditions pertaining © California 


to permits being processed 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Responding to your information requests 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land re eee er ce | 


Providing opportunities to participate in land use planning 


Bringing people together to consider economic and social 
issues in making land management decisions 


Having a visible presence in the field and/or in the 
community 


National 
California 


Taking initiative on issues affecting land management 
agencies 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


Maintaining good communication and coordination within 
BLM 


Working with other federal and state agencies and 
organizations 
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Considering the social and economic effects of 
land management decisions on industries, 
communities, and individuals 


Balancing local and national priorities 


Managing riparian and wetland areas 


@ National 
Balancing the multiple uses of public lands 


C) California 


Maintaining the lands in healthy condition 


Managing permitted operations on public lands 


Protecting the natural and cultural resources on 
public lands 
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Regulations, Policies, and Guidance Leverage 


Having clear, 
understandable, and 
reasonable regulations, 


policies, and guidance 


Interpreting regulations 
consistently 


@ National 
(1) California 


Enforcing regulations and 
policies fairly, consistently, 


and equitably 


Involving you in the 
development of regulations, 
polices, and guidance 
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Arena-Level Leverage 
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Regulations, 
Policies, and 
Guidance 


Communicating 
and Collaborating 
with the Public 


@ National 


L] Idaho 


Resource 
Management 


Service Quality 
and Processing 
Proposals 
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Service Quality and Processing Proposals Leverage 


Processing proposals in a timely manner 


Having consistent procedures and guidance between field 
offices 


Holding employees accountable 


Delegating sufficient authority to local employees to make 
decisions 


@ National 
© Idaho 


Informing you of issues, terms, and conditions pertaining 
to permits being processed 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Responding to your information requests 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Providing opportunities to participate in land use planning 


Bringing people together to consider economic and social 
issues in making land management decisions 


Having a visible presence in the field and/or in the 
community 


B National 


Taking initiative on issues affecting land management 
agencies 


LJ Idaho 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


Maintaining good communication and coordination within 
BLM 


Working with other federal and state agencies and 
organizations 
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Resource Management Leverage 


Considering the social and economic effects of land 
management decisions on industries, communities, 
and individuals 


Balancing local and national priorities 


Managing riparian and wetland areas 


@ National 
C Idaho 


Balancing the multiple uses of public lands 


Maintaining the lands in healthy condition 


Managing permitted operations on public lands 


Protecting the natural and cultural resources on 
public lands 
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Kegulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and guidance 


Interpreting regulations consistently 


@ National 
CX Idaho 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Involving you in the development of 
regulations, policies, and guidance 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Communicating 
and Collaborating 
with the Public 


@ National 


Resource 
Management 


Service Quality 


and Processing 1.00) 
Proposals 


Leverage Index 


Pacific Consulting Group 


Realty Management: Improvement Opportunities 63 


Service Quality and Processing Proposals Leverage 


Processing proposals in a timely manner 


Having consistent procedures and guidance between field 
offices 


Holding employees accountable 


Delegating sufficient authority to local employees to make 
es @ National 


Informing you of issues, terms, and conditions pertaining 
‘to permits being processed 


0 Oregon 


Being flexible and creative in meeting users’ needs, 
including using outside experts and contractors 


Providing products and services via Internet and 
electronically 


Having personnel who reflect a positive attitude 


Responding to your information requests 
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Communicating and Collaborating 
with the Public Leverage 


Educating the public about how to use the land 


Providing opportunities to participate in land use planning 


Bringing people together to consider economic and social 
issues in making land management decisions 


Having a visible presence in the field and/or in the 
community 


@ National 
C) Oregon 


Taking initiative on issues affecting land management 
agencies 


Informing the public about land management issues and 
decisions 


Providing opportunities to participate in environmental 
analyses 


Maintaining good communication and coordination within 
BLM 


Working with other federal and state agencies and 
organizations 
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Kesource Management Leverage 


management decisions on industries, communities, 
and individuals 


Balancing local and national priorities 


Managing riparian and wetland areas 


@ National 
Balancing the multiple uses of public lands 


C) Oregon 


Maintaining the lands in healthy condition 


Managing permitted operations on public lands 


Protecting the natural and cultural resources on 
public lands 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and guidance 


Interpreting regulations consistently 


@ National 


CO) Oregon 


Enforcing regulations and policies fairly, 
consistently, and equitably 


Involving you in the development of 
regulations, policies, and guidance 
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Regulations, 
Policies, and 
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Applications @ National 
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Resource 
Management 


Communicating 
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Being flexible and creative in mecting users’ needs, 
including using outside experts and contractors 


Having consistent procedures and guidance between 


field otlices 


Processing permit applications in a timely manner 


Holding employees accountable 


Responding to your information requests 


Informing you of issues, terms, and conditions 


pertaining to permits being processed 


Delegating suflicient authority to localemployees to 


make decisions 
Having personnel! who reflect a positive attitude 


Providing products and services via Internet and 


ekctronically 


Pacific Consulting Group 
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Communicating and Collaborating 
with the Public Leverage 
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Taking initiative on issues affecting land management 


agencies 
Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Providing opportunities to participate in environmental 


analyses 


B@ National 
1) Colorado 


Providing opportunities to participate in land use 


planning 


Maintaining good communication and coordination 
within BLM 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Informing the public about land management issues 
and decisions 
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Considering the social and economic effects of land 
Management decisions on industries, Communities, and 
individuals 


Balancing local and national priorities 


Balancing the multiple uses of public lands 


@ National 


Managing permitted operations on public lands 


CJ Colorado 


Managing riparian and wetland areas 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
O Colorado 


Interpreting regulations consistently 


Enforcing regulations and policies 
fairly, consistently, and equitably 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Service Quality 
and Processing 
Permit Applications 


@ National 
O Montana 


Resource 
Management 


Communicating 
and Collaborating 
with the Public 


0 Zs 4 6 8 10 
Leverage Index 


[Pcie Contig Group c¢ Consulting Grou 
é é Oil and Gas: Improvement Opportunities 7-4 


Service Quality and Processing Proposals Leverage 


Being flexible and creative in meeting users’ needs, 


including using Outside experts and contractors 


Having consistent procedures and guidance between 


field oflices 


Processing permit applications ina timely manner 


Holding employees accountable 


@ National 
CL] Montana 


Responding to your information requests 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


Dele gating sufficient authority to local employees to 
make decisions 


Having personnel who reflect a positive attitude 


Providing products and services via Internet and 
electronically 
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Communicating and Collaborating 


with the Public Leverage 
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Taking initiative on issues affecting land management 


agencies 
Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Providing opportunities to part cIpate mM environmental 


analyses 


B National 
CO) Montana 


Providing opportunities to participate in land use 


planning 


Maintaining good communication and coordination 
within BLM 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Informing the public about land management issues 


and decisions 
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Kesource Management Leverage 


Considering the social and economic effects of land 
Management decisions on industries, Communities, and 


individuals 


Balancing local and national priorities 


Balancing the multiple uses of public lands 


B@ National 
5.00 C) Montana 


Managing permitted operations on public lands 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 


Managing riparian and wetland areas 
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Regulations, Policies, and Guidance Leverage 
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Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
O Montana 


Interpreting regulations consistently 


Enforcing regulations and policies 
fairly, consistently, and equitably 
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Regulations, 
Policies, and 
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Service Quality 
and Processing 
Permit Applications 


Resource 
Management 


Communicating 
and Collaborating 
with the Public 
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Service Quality and Processing Proposals Leverage 
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Being flexible and creative in mecting users’ needs, 
including using outside experts and contractors 


Having consistent procedures and guidance between 
licld offices 


Processing permit applications in a timely manner 


Holding employees accountable 


@ National 


Responding to your information requests me Of ee LC] Wvomine 


Informing you of issues, terms, and conditions 
pertaining to permits being processed 


Delegating suflicient authority to localemployces to 
make decisions 


Having personnel who reflect a positive attitude 


Providing products and services via Internet and 


electronically Lame &* 
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Communicating and Collaborating 
with the Public Leverage 


Taking initiative on issues affecting land management 
agencies 


Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Providing opportunities to participate in environmental 
analyses 


@ National 
0 Wyoming 


Providing opportunities to participate in land use 
planning 


Maintaining good communication and coordination 
within BLM 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Informing the public about land management issues 
and decisions 
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Considering the social and economic effects of land 
management decisions on industries, Communities, and 
individuals 


Balancing local and national priorities 


Balancing the multiple uses of public lands 


@ National 
C) Wyoming 


Managing permitted operations on public lands 


Managing riparian and wetland areas 


Maintaining the lands in healthy condition 


Protecting the natural and cultural resources on public 
lands 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
0 Wyoming 


Interpreting regulations consistently 


Enforcing regulations and policies 
fairly, consistently, and equitably 
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Arena-Level Leverage 


Regulations, Policies, 
and Guidance 


O Eastern States 


Service Quality and 
Processing Permit 
Applications 


Resource 
Management 


Communicating and 
Collaborating with the 
Public 
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Service Quality and Processing Proposals Leverage 


Being flexible and creative in mecting users’ needs, including 


using outside experts and contractors 


Having consistent procedures and guidance between field 
offices 


Processing permit applications in a timely manner 


Holding employees accountable 


B@ National 
CL] Eastern States 


Responding to your information requests 


Informing you of issues, terms, and conditions pertaining to 
permits being processed 


Delegating sufficient authority to local employees to make 


decisions 
Having personne! who reflect a positive attitude 


Providing products and services via Internet and 
ckectronically 
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Communicating and Collaborating 
with the Public Leverage 


Taking initiative on issues affecting land management 


agencies 
Educating the public about how to use the land 


Bringing people together to consider economic and 
social issues in making land management decisions 


Providing opportunities to participate in environmental 
analyses 


@ National 


O Eastern States 


Providing opportunities to participate in land use 
planning 


Maintaining good communication and coordination 
within BLM 


Having a visible presence in the field and/or in the 
community 


Working with other federal and state agencies and 
organizations 


Informing the public about land management issues and 
decisions 
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Considering the social and economic effects of land 
Management decisions on industries, Communities, and 
Individuals 


Balancing local and national priorities 


Balancing the multiple uses of public lands 


Managing permitted operations on public lands 


Manaying Mpanian and wetland areas 


Maintaining the lands in healthy condition 


Protecting the naturaland cultural resources on 
public lands 
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Regulations, Policies, and Guidance Leverage 
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Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
© Eastern States 


Enforcing regulations and policies 
fairly, consistently, and equitably 
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Arena-Level Leverage 


Regulations, 
Policies, and 
Guidance 


Communicating 
and Collaborating 


@ National 
with the Public 


O California 


Resource 
Management 


Service Quality 
and Processing 
Permits 
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Service Quality and Processing Permits Leverage 


Being flexible and creative in meeting users’ needs, including 
using Outside experts and contractors 


Having consistent procedures and guidance between field 
offices 


Holding employees accountable 


Providing products and services via Internet and 
ekectronically 


B@ National 


Dek yating sullicient authority to local employees to make 


LJ California 


decisions 


Processing permits in a timely manner 


Informing you of issues, terms, and conditions pertaining to 
permits being processed 


Responding to your information requests 


Having personnel who reflect a positive attitude 
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Communicating and Collaborating 
with the Public Leverage 


Bringing people loyether to consider econone and social issues 


I daKINY land management decisions 


Providing Opportunities to Paricipate im environmentalanalyses 


Infornung the public about land Management issues and decisions 


Providing opportunities to part icipate in land use planning 


Paking initiative on issues affecting land management agencies 


Idducating the public about how to use the land 


Maintaining good communication and coordination within BILM 


Working with other federal and state agencies and organizations 


Ollermy maps forsale ina variety of places 


Providing accurate, detailed, and affordable maps and brochures 


Having a visible presence in the field and/or in the community 
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Resource Management Leverage 


Balancing localand national priorities 


Considering the social and economic effects of lund Management decisions 


on industries, communities, and individuals 


Balancing the muluple uses of public lands 


Maintaining the lands in healthy condition 


@ National 


Managing riparian and wetland areas 


O California 


Managing permitted operations on public lands 


Providing a quality recreation experience 


Protecting the natural and cultural resources on public lands 


Condition of BLM recreation areas 


Condition of BILM recreation facilities 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 


O) California 
Enforcing regulations and policies 
fairly, consistently, and equitably 


Interpreting regulations consistently 
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Regulations, Policies, 


and Guidance 


Communicating and 


Collaborating with the 
Public 


@ National 
0 Colorado 


Resource 
Management 


Service Quality and 
Processing Pennits 
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Being flexible and creative in meeting users’ needs, including 


using outside experts and contractors 


Having consistent procedures and guidance between field 


offices 


Holding employees accountable 


Providing products and services via Internet and electronically 


B National 
LC] Colorado 


Dekvating sufligient authority to local employees to make 


decisions 


Processing permits in a timely manner 


Informing you of issues, terms, and conditions pertaming to 


permits being processed 


Responding to your information requests 


Having personnel who reflect a positive attitude 
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Communicating and Collaborating 


with the Public Leverage | 


Bnnging people together to consider econonye and social issues 


Mooeking lind management decisions 


Providing Opporunities to paMicipate me environmental analyses 
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Providing opportunities to Participate in land use planning 


Pakiny Mivalive On Issues affecting land management agencies 
Iducating the public about how to use the land 
Maintaining good communication and coordination within BLM 


Working with other federal and state agencies and organizauions 


Offenmy maps forsale ima vanely of places 
Providing accurate, detailed, and allordable maps and brochures 


Having a visible presence in the field and/or in the community 
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Resource Management Leverage 


Balancing local and national priorities 


Considering: the social and econonie effects of land Management decisions on 


Industies. CommuMuEs. and indi iduals 


Balancing the muluple uses of public lands 


Maintaining the lands in healthy condition 


@ National 
C) Colorado 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Providing a quality recreation experience 


Protecting the natural and cultural resources on public lands 


Condition of BILM recreation areas 


Condition of BEM recreation facihities 
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Regulations, Policies, and Guidance Leverage 


Having clear, u nderstandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 


L] Colorado 


Enforcing regulations and policies 
fairly, consistently, and equitably 


Interpreting regulations consistently aah 
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Service Quality and Processing Permits Leverage 
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Being flexible and creative in meehng users” needs, including 


usIny outside experts and contractors 


Having consistent procedures and guidance between field 


ofhices 


Holding employees accountable 


Providing products and services via Internet and ekctronically 


@ National 
LJ Oregon 


Dek gating sullicient authority to local employees to make 


decisions 


Processing permits ina timely manner 


Informing you of issues, terms, and conditions pertaining to 


permits being processed 


Responding to your information requests 


Having personnel who reflect a positive attitude 
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Communicating and Collaborating 
with the Public Leverage 


Bonging people together to consider economic and social issues in 


making land management decisions 


Proy ding Opportunities to participate in environmental analyses 
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Informung the public about land management issues and decisions 
Providing opportunities to participate in land use planning 
Taking initiative on issues affecting land management agencies 
Educating the public about how to use the land 

Maintaming good communication and coordination within BLM 
Working with other federal and state agencies and organizations 
Olfenng maps forsale ina vanety of places 

Providing accurate, detailed, and affordable mups and brochures 


Having a visible presence in the field and/or in the community 
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Balancing local and national priorities 


Considenng the social and economic effects of land management decisions on 


mdustries, communities, and individuals 


Balancing the multiple uses of public lands 


Maintaining the lands in healthy condition 


@ National 
CJ Oregon 


Managing riparian and wetland areas 


Managing permitted operations on public lands 

Providing a quality recreation experience >= BRASS DURUM 
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Protecting the natural and cultural resources on public lands 
Condition of BLM recreation areas 


Condition of BILM recreation facilities 
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Regulations, Policies, and Guidance Leverage 


Having clear, understandable, and 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
LC] Oregon 


Enforcing regulations and policies 
fairly, consistently, and equitably 


Interpreting regulations consistently 
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Bony feuble and creative in meeting users” needs, including using 


outside experts and contractors 


Having consistent procedures and guidance between field offices 


Holding employees accountable 


Providing products and services via Internet and electronically 


Delevating sulfcent authority to localemployees to make decisions 


Processing permits ina Uimely mannes 


Informmy you of issues, terms, and conditions perlaining to permits 


being processed 


Responding to your mformation requests 


Having personnel who reflect a positive attitude 
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Communicating and Collaborating 
with the Public Leverage 


Bringing people lopether to consider ccononue and socialissues in 


Making land management decisions 


Providing opportunities to Participate m cavironmental analyses 
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Informing the public about land Nanagementissues and decisions 


C] Utah 


Providing Opportunities to participate i land use planning 


Faking initiative on issues alfecting land management agencies 


Hducating the public about how to use the land 


Miaintuning good communication and coordimation within BLM 


Working with other federal and state agencies and organizavions 
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Providing accurate, detailed, and affordable maps and brochures 


Having a visible presence in the field and/orin the community 
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Resource Management Leverage 


Balancing local and national priorities 


Considering the social and economic effects of land management decisions on 
industries, communities, and individuals 


Balancing the multiple uses of public lands 


Maintaining the lands in healthy condition 


@ National 
O Utah 


Managing riparian and wetland areas 


Managing permitted operations on public lands 


Providing a quality recreation experience 


Protecting the natural and cultural resources on public lands 


Condition of BLM recreation areas 


Condition of BILM recreation facilities 


0) vs - 6 8 10 


Pacific Consulting Group Leverage Index 
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Regulations, Policies, and Guidance Leverage 
ree irrrerieiiaieimnniiaiaaniadiieniiin iam iinen isin anasto cid nae, os sanesonaenaee ns anemeeeennennanmneaaneal 


Having clear, understandable, and’ 
reasonable regulations, policies, and 
guidance 


Involving you in the development of 
regulations, policies, and guidance 


@ National 
L] Utah 


Enforcing regulations and policies 
fairly, consistently, and equitably 


Interpreting regulations consistently 


Leverage Index 


Recreation: Improvement Opportunities 
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